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THE LANGUAGE OF INSURANCE CLAIMS ADJUSTMENTS 
AS PAALEGAL COMMUNICATION: ACCIDENT REPORTS 
ACTING AS LEGAL DEPOSITIONS.  
 









In the United States, insurance claims adjusters  are hired by insurance 
companies  as independent agents, to investigate car and personal injury 
accidents in order to establish responsibility and to determine victim 
compensation.  The adjusters first interview victims in person or via 
telephone, in order to  establish an accurate account of events.  Later, they 
produce a report from the recordings, summarizing the victim’s testimony 
and evaluate  the reliability of the victim's testimony . Insurance 
companies then use this information to ascertain damage liability and 
calculate financial compensation. Adjusters are expected to provide 
impartial judgement  in  accurately reporting the dynamics of the  
accident, providing full context and chronology. 
The adjuster's assessment interview and accident report summary , 
present several areas of interest for linguistic analysis.   The information 
gathered by the adjuster from the policy holder ( as client and victim ) and  
for the insurance company ( as  service provider  and compensator ) is in a 
business context, but when examined closely , appears to share  discursive 
practices  common with legal or paralegal procedures. The first part of this 
study, appearing in published form in Alessi  (2013 ), focussed on  
paralegal communication during the insurance adjuster's telephone 
interviews, and revealed questioning techniques which mirrored strategies 
similar to those found in police interrogations .  This  study is the is a 
continuation of that work, and intends to provide an overview of the 
generic moves and  lexico-grammatical features found in the adjuster's 
incident report summaries which reveal  the paralegal or quasi-legal 
discursive practices found in them. 
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While the  assessment interview, largely semi-scripted, relied on a 
variety of question types often associated with questioning or 
interrogations, the report it produces may also be considered a paralegal 
façade; discursively performing in part like the insurance company’s own 
deposition summary or, a police report or following the moves of a legal 
case presentation. Different however from a normal legal deposition , 
which is a  representational transcription of the interview / interrogation, 
the claims report is a summary of the facts and testimonies, with added 
evaluations and recommendations.  So, while recounting what happened, 
the report can also add interpretation; this is accomplished mostly through 
lexico-grammatical choices made between vagueness or precision, fact or 
estimation, and which indirectly pronounce accusations or judgments , as 





Areas  of language enquiry addressed in this study ask from the point 
of view of critical genre analysis whether discursive practices of insurance 
adjusters reflect intertexutality and  interdiscursivity as outlined in  Bhatia 
( 2010 ); and whether these practices are demonstrably ‘paralegal’. The 
term paralegal is open to interpretation and localized meanings, but is used 
here in its broadest sense, as non-lawyers engaged in legal work, where the 
adjuster, working as a commercial investigative agent,  simulates  or 
shares discursive practices commonly thought of as associated with by law 
enforcement officers or lawyers.  According to  Bhatia’s framework, 
intertexuality would be created by  adjusters when replicating 
communicative practices   already used by police or lawyers during 
interrogation and deposition procedures through " .. the use of prior texts 
transforming the past into the present often in relatively conventionalized 
and somewhat standardized ways." ( Bhatia :2010 pg. 35 ) . 
Interdiscursivity in these cases  implies that the  adjuster interview and 
report exist generically  as  hybrid  constructs, and in, as private sector 
commercial discourse colonizing legal discourse in order to impose 
asymmetry, authority and to accommodate seemingly legal and less 
contestable interpretation of testimony by the insurer. In other words,  that 
assessment interviews and evaluative reporting produced by private sector 
insurance companies  have exploited and appropriated linguistic resources 
associated with legal genres resulting in  what might be considered 
innovative paralegal hybrids. Mediators, lawyers, adjusters and victims 




realised in the communicative practices.  Behind these practices stands the 
policy provider (the insurance company ) which, when faced with 
establishing compensation, assumes a distant and less accommodating 
stance towards the client/victim – one which is more  readily associated 
with accusation in legal genres; one which reflects paralegal discursive 
practices adopted by the insurance industry. 
 
 
Existing Literature and Previous research 
 
Existing genre-text  studies on insurance adjuster reports were not 
available,  however relevant genre-related studies regarding reports in 
other professional settings which  were examined, including Flowerdrew's 
( 2008 ) exploration of discourse -based moves in professional reports;  
Sarjit Singh et.al. ( 2012 ) look at work procedure guidelines;  in addition 
to paralegal discourse  examined in adjuster interview/interrogations as 
depositions in Alessi ( 2013 ). 
Earlier examples of  non-linguistic  investigations relating to  paralegal  
practices  of insurance adjusters  include Ross's 1970 volume " Settled out 
of court : The social process of insurance claims adjustments ", where the 
role and relationship  of the adjuster is examined in relation to the 
claimant's lawyer. An study regarding paralegal practice was argued in 
Michael C. Jordan's 1985 accusing title  " Unauthorized Practice of Law 
by Insurance Claims Adjusters", which explored the encroachment of or 
duplication of roles taken by the adjuster which are thought to be exclusive 
to established legal practice. Ben-Shahar and Logue ( 2012 )go as far as to 
claim that outsourcing of legally  governed  safety regulations  to  
insurance companies - including " verifying outcomes and assessing 
remedies" , as practiced by adjusters ,  has potential value,  and "could 
outperform the government in setting standards ... in the areas of consumer 
protection, food safety and financial statements ", standing overtly in 
favour of  appropriating the industry itself and its operators with legal 
authority. 
Arguments which focus on  aspects of  legal discourse from a critical 
point of view, and in particular the role of  attributors, which feature 
widely in both the adjuster's interviews and report summaries, is addressed 
in Matoesian ( 2001 ).  The author claims "using reporting speech as an 
epistemological device to undermine the witness's credibility is the most 
dramatic trial technique in the attorney's arsenal", and  sustains that 
"reported speech is crucial not only in an evidentiary  but also in an 
affective sense " as a forms of " persuasive verbal strategies" ( idem: pg 
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105) . Matoesian refers primarily  to language of legal defense in court; 
but similar claims could equally be made of  reporting markers  chosen by 
adjusters in attributing responsibility in report summaries.  Matoesian 
invests reported speech with the ability to project onto an "extralinguistic 
reality in an ideological drive of reference " leading to ..strategic forms of 
discursive power which manipulate evidence in testimony " 
( idem: pg 132) .  In the case of the adjuster's interviews and report, it is 
this recontextualisation of  spoken discourse via use of  attributors which 
hold them as acting evaluatively both in recounting the chronology of 
events as well as  evaluating and possibly misrepresenting the truth value 
of the victim's testimony. 
Evidence of intertextuality and interdiscursivity were explored in the 
first part of this research and, as mentioned in Alessi ( 2013 ), a study 
which dealt with adjuster-victim telephone  post-incident   interviews as 
tending toward interrogations and depositions where adjusters appeared to 
employ question types, tags, fillers, repetition, expressions of certainty, 
topic-fronting, back-channelling and turn-management, as used for similar 
purposes as those  used by police and lawyers while interviewing  clients 
/victims. Adjusters were seen to mimic practices already in force by police 
and lawyers during interrogation and verbal deposition procedures  and  
assessment interviews exploited and appropriated resources associated 
with existing legal genres to creating a paralegal hybrid : as outsiders 
posing as , but unable to claim, legal authority. 
This study has considered working definitions of workplace and 
professional discourse practices as illustrated in Drew and Heritage ( 1992 
) , Koester ( 2010 ), Gunnarsson ( 2009 ). Theoretical frameworks were 
based on  genre analysis in Bhatia ( 1993,2010 ) , corpus assisted 
discourse studies in Partington et al. ( 2013 )  and genre analysis of legal 
discourse in Wolch Rasmussen and Engberg ( 1999 ) along with  and 
ethnographic applications via interviews and correspondence with 
adjusters. Software tools employed include Wordsmith Tools, Scott ( 1996 
)  and  Sketch Engine, Kilgarriff ( 2003 ).  
 
 
Materials and methods 
  
The corpus for analysis consisted of 400 adjuster-written 
assessment/evaluation accident reports, averaging 3 pages of 1,800 font 
per page text each, comprising 795,674 tokens. All information in the 
transcriptions and reports regarding identity of persons, places or events, 




interviews and  reports were produced by one or more independent 
insurance adjustment agents, and  in some cases may have been mediated 
by secretarial help in final production. The  adjusters involved considered 
them highly representative of the type of reports in circulation, and the 
reports were deemed  objective, reliable, accurate and neutral by the 
insurance companies who commissioned them. 
The analysis relied on manual close readings of the   reports for 
identifiable moves and lexico-grammatical characteristics. Of particular 
interest, which will be noted, were the  variety and sequence of reporting 
verbs in reports, given their propensity to signal evaluative choices in 
attributing responsibility.  No detailed quantitative or use of a reference 
corpora was made with regard to frequency, keyness,  collocation or  
communicative function. The study presented is limited  to identifying 
relevant generic moves  and regularly occurring lexico-grammatical 




Insurance Adjuster Summary Reports – Defined 
 
Summary reports are largely based on  reformulations of the recorded 
telephone interview and  contracted by the  insurance company from the 
adjuster as third-party expert, impartial, investigator . The interviews 
themselves replicate much of the language found in legal  depositions, 
while the write-up in report form presents a once removed narration of the 
events. These 'interview summaries' accounted for in the reports, however,  
also have potential external readership, and can be required in 
mediation, arbitration or court hearings, and  share qualities in  both form 
and function with lawyer-written legal deposition summary reports. 
Adjuster summary reports addressed in this study written using 
information gathered from recorded telephone  interviews. The reports 
vary in length,  from  an average of  250 -600 tokens  in the case of  minor 
vehicle collision incidents  to as many as circa 8,000 tokens in physical 
injury or general liability reports for incidents which may be additionally  
under criminal or civil investigation . General liability reports potentially  
include more  moves, detail and various witness testimonies . Generally, 
the reports provide a brief synopsis of the incident, followed by detailed 
conditions and  chronology of events based on victim and witness 
testimony, including the adjuster's evaluation of interviewee's and or 




In both types of  report summaries, vehicle collision and general 
liability, the  macrostructure is relatively fixed, eliciting first personal 
information and factual narration of the events, then followed by more 
tentative interpretations and evaluations which include mention of the 
victim/interviewee's lack of recall, doubts or hedging.  For the sake of 
simplicity, and not to lose sight of this study's objectives, no distinction 
will be made between general liability accidents and vehicle accident 
reports. Considerations were  given to obligatory moves only; neglecting 
optional categories, subcategories and steps.  
 
 
Insurance Adjuster Summary Reports - Move Structure 
 
Following an shortened and  generalized analysis, combining  relevant 
steps from  Bhatia's ( 1993 ) and Biber et al's ( 2007 ) approaches to genre-
discourse  analysis,  400 reports were first scanned and categorized 
according to type ( liability or vehicle )  followed by  a selection of  ten of 
each  which contained  of the most standardized, reliable and 
representative examples. These reports were examined for obligatory and 
optional moves.  The reports themselves carried pre-marked categories, in 
flexible template format, organized by discourse units  which labeled 
stretches of text serving specific communicative functions.  The most 
representative and standardized categories were collected  and listed ( see 
fig. 1 ) as obligatory moves  ( as indicated in boldface ), along with 
corresponding non-obligatory ( optional elements  )  which were chosen 




The overall rhetorical purpose of the genre is to recapitulate in 
summary format a third-party impartial account of the accident, which 
	 	
Fig. 1 Adjuster Report: obligatory and  optional moves 
 
 Move 0: Case Identity 
 Move 1: Brief Synopsis  
 Move 2: Facts of Loss  
  Property Damage  
  Description of loss area 
             After the impact 
  Post incident 
                 Injuries and losses  
  Medical Care  
  Current Complaints  
  Prior injuries and losses 
                 Facts / Mechanics of injury  
  Loss of Earnings 
  Notice / Notification 
                 After the incident  
   Other witnesses 
 
  The  Claimant  
      Claimant & Injuries  
  Other Information 
  Witnesses  
   
 Move 3 : Witness evaluation 
 Move 4 : Comments  
  Other activity    
  Conclusions and future plans 
  Recommendations 
  Closing 
   
  Enclosures  
  Injury photographs 
  Scene photographs   




includes evaluations and recommendations, and  are subsequently used by 
the insurance company to determine whether compensation should be 
awarded, and if so, how much. The reports are commissioned by the 
insurance company, and are superimposed as letter format;  thus posing  as  
a report and as  business correspondence, including formulaic letter 
opening and closings.  The contents and motivations are primarily  
investigative, as in police reports, in that they reconstruct events, but also 
evaluative, since they are based on the adjuster's expertise and experience 
in selecting relative events, narrating them, and making recommendations.  
Not considering the case identity, address, date  and formulaic opening of 
the letter, the reports are sequenced into four general communicative 
purposes or moves  which can be considered obligatory . These categories 
( in boldface ) are those which are standardly used in the reports, and are 
followed by the move descriptions  :   
  
1. Brief Synopsis : Identifying the case and summarizing events. 
2. Facts of Loss : Establishing the facts of the case. 
3. Witness Evaluation : Evaluating truth value of testimonies. 
4. Comments/Other Activity :  Conclusions and recommendations.  
 
Similarities   can be drawn when comparing these moves  to  Bhatia's ( 
1993 ) four-move model of legal cases. The italicized parts below reveal 
their common  generic features.  
 
1) Identifying the case  
2) Establishing facts of the case 
3) Arguing the case 
(a) Stating history of the case 
(b) Presenting arguments 
(c) Deriving ratio decidendi ( i.e. the principle of law for possible 
use in later cases )  
4) Pronouncing judgement  
 
It should be noted  that an actual legal deposition would not include 
argumentation ( as in Bhatias's moves 3 and 4 ) ,  and would provide only 
transcribed description. The adjuster's report, instead  includes descriptive, 
evaluative and prescriptive discourse as in Bhatia's four-move model, and 
can be thought of as argumenting  a case and making indirect 






Descriptions and examples of obligatory moves in detail 
 
The illustrative move examples below were  chosen based on their 
completeness, their brevity and their  lexico-grammatical features, which 
can be considered highly representative of the corpus of reports.  What 
follows are summary descriptions of each move, followed by actual 
examples from the corpus.  
 
 
Move  1 :  Brief Synopsis  -  establishing  context and events 
 
The 'brief synopsis' generally  summarizes what happened in terms of  
who, what, when and where. Using  the adjuster's expertise, it  provides 
context and interpretation needed by the insurance company. It functions 
as   an executive summary or abstract, providing the reader  with 
immediate familiarization with the case. This first move identifies, labels  
and categorizes the case and is more than often organized using a  
situation, problem, solution macrostructure. This move relies heavily on 
formulaic phrasings and  extensive lexico-grammatical borrowings from  
legal discourse ( as seen in italics ), and makes wide use of  direct 
quotation as well as  potentially accusative evaluative modifiers and 
attributors  (as seen  in boldface ) .  
 
Example 1  General  Liability Case 
Dear Ms. Kiel: 
Pursuant to your instructions, this will serve as our final report.  As 
discussed, our investigation was conducted per your direction and in 
anticipation of litigation.  Thus, this report is confidential. 
 
Brief Synopsis 
This loss involves a female member slipping on water created by a 
window tinting vendor.   
The claimant retained an attorney who pursuing a claim against the 
insured and vendor.   
The liability carrier for the window tinting vendor, Tinter Family, has 
agreed to attempt to resolve the claimant's pending claim.  However, if 
this matter litigates, there is no hold harmless or indemnification 
agreement with the vendor, and the insured would likely be served with a 





Examle 2  Vehicle Accident Case 
Dear Ms. Willams : 
Pursuant to your instructions, this will serve as our first and final report 
on the above-loss. 
 
Brief Synopsis  
This is a three-vehicle collision wherein the insured tractor & trailer rear-
ended claimant #1 (Peters) who was stopped at a "red" traffic signal and 
pushed forward into claimant #2 (Robinson).  The insured driver 
(employee) initially thought this was a "swoop & squat" accident, but he 
later admitted never seeing claimant #1 until the impact.  Thus, he is not 
a witness to either claimant vehicle making an abrupt lane change and 
then stopping for no apparent reason.   
The police report is 100% adverse to the insured driver for "failure to 
control to avoid an accident".  The investigating officer contends the 
insured driver admitted to listening to music and failing to notice the 
claimant vehicles; the police officer did not suspect the claimants caused 
or contributed to the accident.  Claimant #1 (Peters) and his passenger 
(Brian ) have retained an attorney and they are pursuing soft tissue BI 
claims.  Claimant #2 (Robinson) has been non-responsive to our contact 
attempts.   
 
 
Move  2 :  Facts of Loss -  Summary of interview testimony  of events 
 
The 'facts of loss' move documents the adjuster's interpretation of the 
events as retold from t the telephone interview. Rather than being 
formatted as a transcription, as is typically found in a deposition, the same 
information is reformulated by the adjuster into her own interpretation of 
events through choosing categorical, precise, vague or even evaluative and 
occasionally accusative lexical choices, realized through terms, phrasings 
and tenses ( as seen in italics in ex. 1 ) . Attributors ( as seen in boldface in 
ex. 1 ) are chosen and play a key role in establishing the the adjuster's 
stance and victim's responsibility. Attribution varies from  the neutral use 
of 'states' or direct quotation, to more tenuous evaluative attributors  ( e.g. 
admits, contends , claims etc. ). The choice of attributors is a key factor 
in assigning blame or opening issues of contention in the investigation and 
orients the  reporting into more of an investigative role. Attributors  may 
account for the adjuster's interpretation or  bias, but  can just as easily 
accurately reflect what was said, including levels of uncertainty on the part 





Example 1  Liability Case  
Facts of the Loss 
Ms. Hoch states the loss occurred on 10/3/XX at 4:30 a.m. in the common 
(grass) area adjacent to the pool.  She describes weather conditions as 
“dry & clear”.  Ms. Hoch states she typically goes to bed at 6:30 p.m. 
and wakes up around 2:00-3:00 a.m.  She contends this is her regular 
sleeping pattern.  Ms. Hoch states she decided to take her dog (Terry) for 
a walk, as well as, to check her mailbox.  She states her dog was on a 
leash.  She can’t recall which hand held the leash.  She denies carrying 
anything else. She was alone.  She admits to commonly walking outside 
late at night.  Ms. Hoch states the loss occurred as she was walking back 
to her residence from the mailboxes.   
 
Example 2 Vehicle Accident Case 
Facts of the Loss 
Mr. Monti was driving his 1995 Toyota Camry southbound in what he 
claims is a middle lane of three southbound lanes on 25th Avenue.  He was 
on his way from the bank to his residence.  The accident occurred about 
four car lengths prior to the intersection with Speedway Boulevard, which 
is regulated by a traffic signal.  He claims the subject traffic signal was 
“green” for his direction.  It was his intention to turn right at the 
upcoming intersection.   
Mr. Monti states he was going about 47 mph.  The claimant vehicle was 
going about the same speed.  The claimant vehicle was in the lane to his 
right and behind him.  As he made his lane change into the right lane, the 
impact occurred.  Mr. Monti states the impact occurred as the 
passenger/front wheel of his vehicle was just into the far right lane when 
the impact occurred.  He estimates his speed at 40 mph at impact.  He 
feels the claimant vehicle was going faster than him and moving into his 
lane just as he was moving into her lane.  He saw the claimant vehicle in 
the far right lane and behind him prior to moving into the far right lane.  
Mr. Monti states the driver’s front fender of the claimant vehicle struck 
the driver’s rear quarter panel of his vehicle.   
 
 
Move 3 :  Witness Evaluation -  Evaluation of witness testimony 
 
Witness evaluation demonstrates shared discursive purposes and 
content with investigative police reports, which often require 'Expert 
Opinion' to establish the "corpus of the crime"  ( Biggs, 2012: 102 ). In 
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this case the move turns from the victim's or witness' testimony and from 
the narrated facts,  to the adjuster's interpretation of testimony itself, rating 
it in terms of above, below or average credibility.  Witness or victim's are 
judged on recall of events, character, level of articulation and reasoning . 
Listed below are three levels of evaluation with their respective ratings. 
Legal lexis is used minimally, whilst evaluative language ( in italics ) 
along with  attributors and assumptions ( in boldface ) dominate this move. 
The information contained primes the next and final move for conclusions 
and recommendations, preparing for implied pronouncements or 
judgements as the adjuster assumes a non-legally mandated 'Expert 
Opinion' stance. 
 
Example 1. Witness Evaluation - AVERAGE 
Ms. Clements had an average recall of this loss.  She spoke very good 
English.  She spoke openly and directly.  Her attorney did not interrupt 
during the majority of the statement.  Ms. Garin had a good recall of most 
issues with the exception of the spill.  She had a difficult time describing 
the size of the spill.  She claimed the spill was "large" but later it 
consisted of $.25 size drops over 2-to-3 floor tiles.  She feels the spill was 
on the floor a long time because the liquid was "cold" and sticky.  
However, she admits the spill was still in a liquid form and not 
completely dry.  She also states there were footprints through some of the 
drops of the spill; another indication the spill was on the floor for awhile.  
Finally, she claims the Manager said, "This must have been here 
awhile; it is sticky".  Otherwise, she does not know of the origin or 
duration of the spill. Overall, we evaluate Ms. Clements as an average 
witness on her own behalf and in the presentation of her claim. 
 
Example 2 Witness Evaluation – BELOW AVERAGE 
Mr. Brown's recall of this loss is average to below.  He claims to have 
seen the claimant vehicle behind him and in the lane to the right where he 
attempted to make a lane change.  The impact occurred just as he moved 
into the claimant’s lane.  He feels the claimant was passing him and 
moving into his lane, but this is supposition on his part.  The insured was 
very confusing when explaining how the accident was the claimant’s fault 
as he made a lane change into the claimant’s lane.  Also, the alleged 
witness is a friend of the insured and the claimant denies the existence of a 







Example 3 Witness Evaluation -  ABOVE AVERAGE 
Ms. Sanders comes across very well.  She sounds a lot more believable 
than the insured.  It is very telling that the insured did not want the police 
involved and he allegedly used her cell phone to report the accident to his 
insurance company from the accident scene.  If the insured was not at 
fault, as he claims, why would he call his insurance company  and avoid 
the police.  These two issues impede the insured’s credibility.    
 
 
Move 4:  Comments/ Other activity  -  Conclusions and recommended 
actions 
 
Comments and other activity move, can be alternatively labeled as 
Comments/Closing.  This move which the most varied and least 
predictable in terms of content or purpose, ties-up the investigation with 
concluding remarks on what was discussed and what needs further 
discussion. The amount of details and contents are case specific and vary 
according to individual circumstances. However, as can be seen in the two 
examples provided ( see ex. 1 and ex. 2  below )  each begins with an 
opening statement which labels or categorizes the case, while defining it 
and suggesting actions to be taken. In this way the 'move' discursively 
realizes Bhatia's fourth 'move' of pronouncing judgment in legal cases.  
The adjuster nor the insurer carry full legal authority, but the 
pronouncements are made to direct  blame or guide further action to be 
taken. Conclusive actions are made in terms of suggestions rather than 
legally sanctioned judgements. This move depends heavily on the use on 
legal phrasing  and lexis ( in boldface ), and includes reflective evaluations 
which serve as solutions and judgments or pronouncements (in italics). 
This final move concludes with formulaic closings found typically in 
business correspondence.  
 
Example. 1  Liability Case 
Comments/Closing  
Based upon the insured's limited recorded statement, it appears this 
loss should be tendered to the insured's employer, Mohamed Abib, 998-
667-238.  We would suggest providing this information to the claimant or 
claimant carrier for pursuit of their pending claim.  Upon receipt and 
review of this report, please contact the undersigned if you have any 
questions or further instructions.  Otherwise, we thank you for this 





Example. 2  Vehicle Accident Case 
Comments / Other activity   
At this time, we have concluded our investigation of the subject loss. 
We have ruled out injuries to the insured driver and determined the 
claimant (Claire Lederman) is 100% at fault for this accident for an 
"unsafe lane change" by sideswiping the insured vehicle while it was 
stopped in the left turn only lane.  Subrogation for any collision 
payments should be pursued against the claimant carrier, Allison. The 
claimant's medical condition (diabetes) is a known medical condition, 
and the claimant cannot cite it as a defense to her liability for this 
incident. 
As always, we thank you for this opportunity to have been a service to 
you, the named insured and UNITRIN. 
 
 
Further observations on attributors 
 
As already noted earlier, a key lexical choice featured in expert witness 
sections as well in all four  moves  of the adjuster's report is the choice of 
attributors. A closer look provided by concordance lines culled from 
Sketch Engine, revealed  sentences with the neutral reporting verbs 
‘states’  or ' said ' can be often seen followed by sentences reporting with 
‘claims’, ‘thought’ ‘considered’ or ‘assumed’ . These  reporting verbs may 
unknowingly qualify information reported in the previous sentence as 
being tenuous ,which in turn,   may attribute the report with  negative 
witness evaluation and  imply or assign blame by denying victim 
compensation. This is happens when the adjuster's interpretats of lack of 
recall, doubts or hedging on the part of the interviewee/victim.  
Efforts taken  by the adjuster to selectively reframe the claimant's 
averrals or assertions, with pre-modification can be seen in the  in the 
example : " Of importance, Mr. Jones states the following... "; where the 
adjuster might  actually ( and unknowingly ) be  providing a biased 
recount of the claimant's neutral statements.  Though 'states' and 'said ' 
were the the most widely used reporting verbs, less neutral 'admit', 
'contend'  'feel' and 'deny' were also accounted for as well, and leads  to 
questions  as to what in particular is the claimant is being made to admit, 
contend or deny by the superimposed narrative of the report, and , how 
ambiguity of 'feel' as an attributor seems to undermine the veracity of the 




'States', though assumed to be a neutral, less tenuous reporting verb, 
when preceded by 'claimant' it often appears primed for mostly negative 






'Admits'  regularly  introduced  situations which are revealed as somehow 
compromising  or situations which could be considered  contradictory or 
contrary to innocence.	 
 













' Presumes ' reports uncertainty , non-verifiable information while pointing 
towards lack of witness credibility or merely vague and possibly 








Initial conclusions position the communicative processes as 
moving from gathering and reconstructing of factual information via 
assessment interviewing techniques to a final interview-based 
investigative summary report mediated by the adjuster. While the 
interview may in some ways appear to the interviewee as being similar to 
a police interrogation or a legal deposition ( Alessi: 2013 ) , the insurance 
adjuster's written reports have the dual, if not conflicting functions of 
assembling facts and evaluating reliability of  witness testimony, thus 
reporting, narrating, investigating and expertly passing judgement. The 
reports appear to mirror elements of conventional and standardized moves 
found in  Bhatia's four move legal case analysis ( Bhatia: 1993 )  and rely 
his foot and claims it was slippery. He  presumes  there was algae beginning to grow on the  
two drivers and the police officer. She  presumes  that the insured was given a citation.  
with his lane change and completed it. He  presumes  that the claimant vehicle backed off and  
the claimant was bowling in lane #3. He  presumes  the claimant was bowling with his family  
slipping and sliding for some reason, and he  presumes  they may have gone over the foul line somewhere  
The claimant was wearing bowling shoes; he  presumes  they were rented at the bowling alley.  
lubricant in the area beyond the foul line  She  presumes  there was a substance on the floor that  
might be the registered owner. Mr. Jones  presumes  that the claimant driver was intoxicated  
identity of the claimant driver. Again, he  presumes  that the claimant driver was intoxicated  
the insured vehicle began to turn left. He  presumes  it was still “solid green”. He is not sure  
where the claimant approached from, but he  presumes  she exited a nearby alley. However, he  
know who stole the insured vehicle, but he  presumes  it had to be someone who had keys to the  
10’ directly in front of his vehicle. He  presumes  that someone entered a gate from behind  





heavily on lexico-grammatical and generic borrowings  from  investigative 
practices found in  the disciplinary cultures and discursive procedures of 
law and law enforcement. 
The type of evaluative language employed  by the adjuster, as best seen 
in the choice of  reporting verbs,  when applied to  witness reliability, may 
indirectly assign or announce accident liability and blame.  While the 
communicative purposes may appear straightforward  to all parties as the 
fulfillment of standard  business procedures, the  report's discursive 
features places it soundly within professional and organizational discourse 
practices common to law and law enforcement. 
The transformation  from oral interview- interrogation into  written 
investigative reports results in a  generic hybrid which draws intertexuality 
and interdiscursivity  from legal genres. While attempting to appear as the 
result of standard fact-finding which produces an accurate and unbiased 
account of events, the report   shares discursive practices commonly 
thought of as associated with by law enforcement officers or lawyers and 
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